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This report provides an overview of the market for customer data platforms
(CDPs). Such solutions help businesses to build customer profiles and
customer segments based on input from various data silos throughout their
organization. Furthermore, CDPs help companies to optimize the customer
experience based on multiple touchpoints. This report provides yuidelines to
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1 Introduction / Executive Summary

In this Leadership Compass, we evaluate customer data platforms.

The term "customer data platform,” or CDP, stands for software {oi a collection of software) that creates
databases that e 1able the centralized management of customer data.

OUryaniczations across all industrial sectors face the challenge of their customers expecting a seamless
customer journey across various analog and digital touchpoints. This comprises highly individual mar«eting
messages, recommendations, and the right information at the right point in time.

Due to scattered data silos, it is a challenge for most organizations to create 36u-degree customer profiles,
build customer segments, or manage customer journeys based on complete customer-related information

Customer data platforms can help in such cases to break down data silos, aggregate information, and
create compete customer profiles and segments as a basis for integrated omni channel customer
experiences across all touchpoints by connecting to first- and third-party solutions in best-of-breed
technology stacks.

Thus, this Leadership Compass analyzes CDP solutions on the market to give an overview of the market
positions of the vendors and the functionality of the solutions itself, with a focus on the following key
aspects:

* Unified and persistent databases to access and manage customer data

* Collection, parsing, and de-duplication of customer data (received from any internal or external

source)
¢ |dentity resolution of anonymous and registered customers
* 360-degree customer profile building
e Customer segmentation

* Manage data that might be used by any internal or external process or system to ensure optimum

customer experiences
* Analyses derived from combined sources of customer data

¢ Customer activation and customer journey optimization (either based on integrated functionality or

by interfaces with third-party marketing automation systems)

In addition, this Leadership Compass evaluates the capabilities of the solutions in terms of security,
functionality, deployment models, interoperability, and usability.
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The graphic below illustrates the typical functionality of a CDP, starting with data ingestion based on various

sources

» First, profiles are built and unified (i.e., profiles that relate to the same person are merged).
Furthermore, identity resolution based on unknown and known (registered) profiles (e.g., based on
website visitors) ensures that customer data (e.g., tracking information) will be assigned to the right
profile.

* As a next step, profile segmentation creates segments of "similar” profiles, e.g., to address a specific

audience with personalized content or special offers.

* Many CDPs offer functionality to support predictions and decisions (e.g., to evaluate whether a
specific segment will order a product if a 5% discount is offered at a particular step of the customer
journey).

* CDPs offer functionality that support customer activation in order to manage or empower customer

touchpoints.

¢ Typically, customer touchpoints create data that can be used by a CDP to continuously improve

customer profiles and further actions (such as segmentation).

Data ingestion

(e.g. from CRM, ERP,
touchpoints)

Customer

Profile touchpoints
Initial data building Prediction (o-5- webahe,
e-commerce store,
chat bot,

Prof’le Segmentation email newsletter)

umficatlon
Real-time data Identity

resolution

Analy‘tlcs

Figure 1: Typical functionality of a CDP

1.1 Highlights
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* The market for customer data platforms is evolving quickly. The number of vendors has grown

significantly within the past years - along with market volume.
* There is a heterogenous situation in terms of vendors:

o On one hand, there are large and established vendors that have completed their offerings by
adding customer data platforms to their portfolios. In many cases these solutions are parts of

complete software suites that are focused on seamless and complete customer experiences.

o On the other hand, there are many specialist vendors that have been founded during the last
five to ten years. In many cases these are single-product vendors that provide standalone
CDP solutions that are a good fit for existing best-of-breed technology stacks in

organizations.

Most vendors have a background and focus on marketing and sales. On the other hand, CDP is an
overarching topic. This leads to the fact that vendors that were focused on other areas (such as

ERP) in the past have started offering CDP solutions.

Most vendors have very complete and ambitious road maps that are focused mainly on a higher
grade of automation (e.g., related to prediction and decisioning, supported by machine learning), an
even more seamless and complete integration into heterogenous technology stacks, and,
continuous development when it comes to customer activation measures, considering new channels

and touchpoints such as loT.

All solutions offer graphical no-code user interfaces that are made for nontechnical users, even
when it comes to data management or machine learning configuration. In addition, some solutions

allow customization and coding (e.g., Python or SQL) by technical experts.

Privacy is a key topic for most vendors, due to legislation and regulations and customer

expectations.

There is a clear trend and necessity for many organizations to move from third-party data to first-

party customer data. This is one of the key drivers when it comes to customer data management.

Most solutions can be deployed as cloud-based SaaS solutions; few solutions are available for on-
premises deployment. Many solutions rely on cloud technology such as AWS, Microsoft Azure, or
Google Cloud and are flexible when it comes to customer requirements, e.g., when instances in

specific regions are required.

Overall leaders are (in alphabetical order) ActionlQ, Adobe, Bloomreach, Microsoft, Optimove,

Redpoint Global, Salesforce, SAP, Twilio Segment

Product leaders are (in alphabetical order) ActionlQ, Adobe, Bloomreach, BlueConic, Microsoft,

Optimove, Redpoint Global, Salesforce, Twilio Segment
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¢ Innovation leaders are (in alphabetical order) ActionlQ, Bloomreach, Optimove, Microsoft, 'Redpoint

Global, Salesforce

1.2 Market Segment

Challences as a basis for a business case

Customer data platforms address several challenges that many organizations are currently facing:

¢ Driven by digitalization, organizations face the challenge that customer data is managed and stored
in many different systems by many different departments, such as sales, marketing, service
management, and many others. Based on such data silos, it is a challenge to have a complete view
of all attributes that are relevant to fully understanding a customer, customer segments, or the

effectiveness and efficiency of various marketing measures and touchpoints.

* Furthermore, a great customer experience is key for many organizations. In many cases, an
outstanding customer experience might even be more important than the quality of the product itself.
This requires personalization, appropriate next best actions in a customer journey, recommendations
with an added value, real-time experiences, and a smooth and seamless integration of various
touchpoints, such as digital and mobile devices, loT, and also "real world" experiences when visiting
a retail store. Orchestration of a continuously growing quantity of channels, devices, and touchpoints

requires real-time availability of high-quality customer data.

Customer data platforms can help address these challenges. Nevertheless, a CDP project requires more
than just IT. To break data silos, all relevant departments must cooperate based on a common business
case. In general, this requires C-level involvement to consider the full picture.

On the other hand, typically not all aspects and requirements are fully clear when creating such a business
case. Furthermore, customer-centric approaches are subject to frequent change, especially due to
continuous evolution and disruption related to consumer trends. This means that an agile approach is highly
recommended, and a flexible and adaptable CDP solution is key to success.

Continuous improvement of data quality and customer e .erience

As mentioned above, agility is key to success when it comes to customer data management and amazing
customer experience. And success in each area depends on the other. Independent of the project part of
selection, implementation, and rollout of a CDP system, the process of using a CDP is highly agile and can
accelerate continuous improvement of both data quality and customer experience.

KuppingerCole Leadership Compass
Customer Data Platforms
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Every customer touchpoint that is powered by data from a CDP delivers insights related to customers who
interact with that specific touchpoint.

Example: A specific offer is presented to a customer segment that has been defined (automatically) in a
CDP based on existing data such as age, previous purchases, and preferred device types. Based on
previous learnings and insights, the organization prepares this offer which is considered a good fit for this
segment. Based on user behavior (clicks, purchases, and other metrics), the CDP receives tracking data to
measure the success of this campaign - as a basis for both optimization of future segmentation and
optimization of the campaign itself. A/B testing (e.g., based on different graphics or images) can be a further
method to continuously optimize customer experience based on real-world experience.

The above example shows how data impacts user experience and vice versa - always with the aim of
continuous improvement. Such scenarios are typical when it comes to the use of a CDP. The various
solutions support such improvement in many ways with smart automated functionality, e.g., when it comes
to segmentation, prediction, or decisioning, and supported by machine learning in many cases.

System landscape

It is quite important to distinguish between different system types that are relevant in the area of customer
data and experience, although the borders are often blurry. At KuppingerCole, we define these types as
follows:

s CDP (Customer Data Platform) - software (or a collection of software) that creates databases that
enable the centralized management of customer data (inclusion and exclusion criteria described

more detailed in chapter 1.4)

¢ CRM (Customer Relationship Management) System - software that manages customer data from
a range of different communication channels, such as telephone, email, live chat, or social media.
CRM systems may have some overlap with CDPs in functionality. The primary aim of a CRM system
is to support sales, e.g., by managing a sales funnel or helping develop quality leads, while a CDP
system delivers a more complete view of the customer beyond the sales cycle - even, for instance,

related to identity resolution in case of anonymous users of a website.

* DMP (Data Management Platform) - a software platform that is used to collect and manage all
kinds of data, not specifically related to customers. Such solutions are more generic than CDPs and
not focused on optimizing the customer experience or insights that are specifically related to the

customer domain.

* Marketing Automation - software or a collection of tools that helps manage and automate
orchestration of customer journeys across multiple touchpoints. Many CDP solutions include
features that might be part of marketing automation solutions as well, such as journey builders.
Alternatively, CDPs might be connected to third-party marketing automation solutions to deliver and

receive customer data to both ensure a personalized customer experience and gain customer

KuppingerCole Leadership Compass
Customer Data Platforms
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insights.

Figure 2: System types and overlaps

Every organization might consider different tool stacks. In general, there is no right or wrong, as this
depends on individual requirements and an individual status quo. In some cases, an integrated single-
vendor solution that comprises CRM, CDP, and marketing automation, for example, might be reasonable. In
other cases, a stand-alone CDP solution might be the right choice to connect an existing best-of-breed
technology stack - with the advantage of being more flexible and less dependent on a single vendor. Of
course, various "hybrid" approaches between single-vendor and best-of-breed are possible as well, as the
comprehensive platforms that cover a broad band of functionality come with extensive and flexible

interfaces and connectors as well.
Selection and introduction of a CDP solution

KuppingerCole recommends the following strategic approach for moving toward a Customer Data Platform,
which should be mapped to meaningful business, conceptual, technical, and project planning measures.

KuppingerCole Leadership Compass
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* Create a bhusiness case to evaluate whether a CDP implementation could be an option to meet a

strategic aim (a CDP is not an end in itself).
* |nvolve all stakeholders that are relevant to making the project a success.

* Use requirements engineering methods to create user stories or use cases to understand the

business requirements of all stakeholders in a nontechnical way.
¢ Prioritize the requirements in an ordered product backlog.

* Don't create a "monolithic” project. It is OK to specify as much as possible at a certain point in time.
If some future requirements are not totally clear yet, specify them as much as possible. Digitalization
is subject to change. During and after a project, further requirements will arise - this is normal.

Embrace change.

* Consider the teams and resources that will be needed at the project level and later at the process
level (business as usual). Consider the required skills as well and map them with the functionality of

a CDP solution (e.g., the skills of data analysts vs. skills of marketers).

¢ Consider your product backlog when evaluating solutions and check how they meet the defined
requirements. Consider especially the required interfaces/connectors and whether you require a
stand-alone CDP that extends your existing best-of-breed technology stack or if a comprehensive

platform that brings both CRM and marketing automation capabilities will better meet your needs.

* Check the flexibility of the solutions. Even if a solution perfectly meets your requirements, these

requirements will change over time. Flexibility of both vendor and solution is key.

¢ Evaluate how you will measure success of the project. Evaluate how the solution help to meet your
strategic goals. A business case review plan might help here, to evaluate success after given

periods of time.

¢ Aim for continuous improvement during business as usual based on a PDCA cycle (plan - do - check
- act). A CDP will bring new insights into customer needs and expectations. Considering these
needs in your marketing strategy and operational execution is key. A flexible CDP will help meet

these expectations.

1.3 Delivery Models

Customer data platforms are deployed based on various delivery models. Ideally, they are scalable - a main
requirement of many organizations, as the number of managed customer profiles and the associated
amount of data will increase significantly over time.

KuppingerCole Leadership Compass
Customer Data Platforms
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On the other hand, there are privacy and information security requirements that must be considered, based
on local or global regulations, legislation, and standards.

In general, these deployment models play a major role when it comes to customer data platforms:

¢ Multi-tenant public cloud services

* Single-tenant public cloud services where updates, patches, etc., are deployed by the service
provider across all tenants with full automation, which requires adequate software architectures

(segregation of customizations and data from application code)

¢ Single-tenant services that can operate in various deployment models, i.e., in private or public
clouds or even on-premises, as long as they can be operated in full as-a-service model where
updates, patches, etc., are deployed by the service provider across all tenants with full automation,
which requires adequate software architectures (segregation of customizations and data from

application code)

¢ Furthermore, delivery must meet the expectations regarding licensing models (pay-per-use),
elasticity, and scalability, i.e., flexible scaling of the service. Beyond that, as mentioned above, we

expect modern software architectures, which are the foundation for flexibility in deployment.

Overall, we prefer solutions that can be deployed and orchestrated flexibly, supporting different deployment
models. Flexible deployment options give customers the opportunity to consider their individual
requirements, but also enable support for more complex scenarios such as geographically dispersed
deployments and hybrid scenarios.

This Leadership Compass expects the availability of as-a-service deployments in general.

1.4 Required Capabilities

The solutions must have various capabilities to ensure that the key requirements below can be fulfilled:

Unified and persistent databases to access and manage customer data

Collection, parsing, and de-duplication of customer data (received from any internal or external

source)

Identity resolution of anonymous and registered customers

360-degree customer profile building

* Customer segmentation

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113
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¢ Manage data that might be used by any internal or external process or system to ensure optimum

customer experiences
* Analyses derived from combined sources of customer data

¢ Customer activation and customer journey optimization (either based on integrated functionality or

interfaces with third-party marketing automation systems)
In addition:

¢ Data that is managed in customer data platforms is typically collected from various customer
touchpoints, such as an organization's website, e-commerce systems, social media, chat or voice
bots, or manual customer interactions that are stored in customer relationship management

systems. Customer data platforms must provide interfaces and connectors to collect such data.

* On the other hand, the data that is stored and managed in customer data platforms can be used to
optimize the customer journey across multiple touchpoints and ensure a personalized and fit-for-
purpose customer or consumer experience. Therefore, customer data platforms are typically
connected to marketing automation solutions or similar systems - and must provide appropriate

interfaces and connectors.

* A customer data platform is a central hub that enables the segmentation, clustering, transformation,
and unification of data that has been gathered. In this way, big data can be transformed into

intelligent data as a basis for further activities, such as predictive marketing and further analysis.

Furthermore, aspects such as data protection, information security, regulatory compliance, and (local)
legislation must be considered by customer data management platforms.

The mode of deployment (e.g., on premises or software as a service) is a further criterion when it comes to
the evaluation of such platforms.

The focus is on solutions that enable customer data management based on data input from various systems
and allow data output to a wide range of marketing (automation) use cases to ensure an optimum
personalized customer experience.

The main capabilities of such customer data platforms are:

¢ Data input and output

o Centralized database to store the following data from any internal or external source:

= Customer profiles, consisting of personally identifiable information (PIl) (e.g., age,

gender)

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113
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» Transactional data (e.g., purchases, returns)
= Customer behavior (e.g., impressions, interactions)
= Customer feedback (e.g., ratings, complaints)
Data can be retrieved from various internal and external resources

Data can be provided to various internal and external resources

Support for relevant communication and data format standards

* Connectors/interfaces

<]

=]

=]

Databases, data warehouses, or data lakes

Customer relationship management (CRM) systems
Consumer identity and access management (CIAM) systems
Consent and privacy management (CPM) systems
E-commerce systems

Marketing automation platforms

Web analytics

Social media

Data management platforms

Online advertising

Bl platforms

Collect, cleanse, and enrich data
Identity resolution and mapping with consent
Device (and cookie) matching

Enable a structured data basis to be built for enhancing and automating customer journeys, such as

Predictive marketing
Recommendation management
Personalized campaigns

Lead nurturing

¢ Report generation, e.g.:

o

o

Customer activities

Trends

KuppingerCole Leadership Compass
Customer Data Platforms

Report No.: Ic81113
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e Conversion
o A/B testing
o Individual reports on demand

* Privacy and information security capabilities to ensure compliance

o Data encryption (at rest and in transit)

o Secure APls

o Ability to pseudonymize and/or anonymize customer data

o Ability to respond to data subject access requests (DSARs)
o Ability to export specific customer data upon request

o Ability to delete specific customer data upon request

o Features that enhance customers' ability to comply with regulations such as EU GDPR,

CCPA, CPRA, PIPEDA, HIPAA, etc.
o Strong authentication for customer administrators and users

© Role- or attribute/policy-based access controls for customer administrators and users

* Support capabilities

We expect solutions to cover a majority of these capabilities, at least at a good baseline level.

Additional capabilities might bring added value and as such are often part of customer data platforms, such
as:

* Additional connectors/interfaces

o |loT
o Product information management systems
o Tag management systems

¢ Analytics ("360-degree understanding")

o Based on structured data, various types of analytics can be used to:

= Review marketing and sales activities
= Track customer behavior
= Automatically create KPls

= Continuously improve customer experience based on insights

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113
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o Search/filter capabilities
o Individual dashboards that can be easily configured
o Interfaces related to analytics
* Machine learning
o Machine learning capabilities can support the following efforts:
= Data structuring and classification
= Recommendation management

= Personalization

= Predictive marketing

Intuitive user interface that facilitates data management for nontechnical users

Flexible deployment models
* Data management consultancy

* Developer capabilities

Exclusions from this Leadership Compass:

* Vendors that provide only data management platforms (DMPs) without as strong a focus on

customer data will not be considered in this report.

* Vendors that are mainly focused on marketing automation and/or customer relationship

management systems will not be considered.

* Vendors that have multiple products with heterogeneous architectures and little or no integration

regarding deployment, operations, architecture, UI/UX, APls, etc., will not be considered.

* Vendors whose products do not meet the definition of customer data platforms will not be considered

for this Leadership Compass.

* Vendors without active deployments with customers (e.qg., start-ups in stealth mode) will not be

considered.
* Solutions that lack a comprehensive set of interfaces and connectors will not be considered.

¢ Solutions that are targeted at only employees/business partners or only customers/consumers will

not be considered.

However, there are no further exclusion criteria, such as revenue or number of customers. We cover

KuppingerCole Leadership Compass
Customer Data Platforms
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vendors from all regions, from start-ups to large companies.
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2 Leadership

Selecting a vendor of a product or service must not only be based on the information provided in a
KuppingerCole Compass. The Compass provides a comparison based on standardized criteria and can
help identifying vendors that shall be further evaluated. However, a thorough selection includes a
subsequent detailed analysis and a Proof of Concept of pilot phase, based on the specific criteria of the
customer.

Based on our rating, we created the various ratings. The Overall rating provides a combined view of the
ratings for

* Product
* Innovation

* Market

2.1 Overall Leadership

OVERALL

43avan

REDPOINT GLOBAL =
TWILID SEGMENT = |
MPARTICLE —
PLUSOFT _. | ‘ |
kS “ » e o
NGDATA = | \ L
BLUECONIC </ ~ ADOBE
ACTIONIQ - L opTiMOVE

[~ SAP
~ BLOOMREACH
~ MICROSOFT

SALESFORCE

Figure 3: The QOverall Leadership rating for the LC Customer Data Platforms.

Considering product, innovation, and market leadership, we see that Microsoft is in the lead, followed by
Salesforce and Bloomreach, as they provide comprehensive and powerful CDP solutions, based on a strong
market position and innovative capabilities.
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Further vendors placed in the Overall Leader segment include, in alphabetical order, ActionlQ, Adobe,
Optimove, Redpoint Global, SAP and Twilio Segment. All of them provide strong offerings. Of course, every
solution and vendor brings its own strengths and challenges, which are described later in this report.

In the challenger section we see the following vendors, again in alphabetical order: BlueConic, mParticle,
NGDATA and Plusoft. Some of them are smaller vendors or relatively new to the CDP market. Being a
challenger does not necessarily mean that the capabilities are weaker compared to the vendors that have
been classified as leaders. In many cases, it is also the fact that a vendor is relatively new to the market or
that it is focused on very specific topics within the CDP sector that leads to a different overall ranking
compared to the leaders.

In many cases, challengers have very strong road maps. This means that it is highly recommendable to stay
up-to-date and frequently check news and press releases of these vendors especially.

Overall Leaders are (in alphabetical order):

e ActionlQ

* Adobe

* Bloomreach

* Microsoft

s Optimove

* Redpoint Global
¢ Salesforce

e SAP

* Twilio Segment

2.2 Product Leadership

Product Leadership is the first specific category examined below. This view is mainly based on the analysis
of service features and the overall capabilities of the various services. Product Leadership is where we
examine the functional strength and completeness of services.

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113
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PRODUCT
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Figure 4: The Product Leadership rating for the LC Customer Data Platforms.

When it comes to product leadership, we see Redpoint Global on the top, closely followed by Optimove.
Both deliver CDP solutions with a comprehensive feature set that is suitable for many use cases and is
strong in all product-related criteria that we consider in this leadership compass.

Redpoint Global has strengths especially in its very comprehensive feature set. Optimove has great
capabilities, combined with a high usability.

Other vendors, such as Adobe, Microsoft, and Salesforce, benefit from strong CDP capabilities and a
seamless integration in the product portfolio of each vendor.

Other product leaders, such as ActionlQ, Bloomreach, and BlueConic, are focused on the CDP segment

KuppingerCole Leadership Compass
Customer Data Platforms
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(some of them are single-product vendors) and therefore are really specialized on this topic with a clear
focus.

Twilio Segment is one of the product leaders with a strong focus on data quality and a consequent best-of-
breed approach.

There are several challengers in our report that have strong product capabilities as well. mParticle and
NGDATA both have strong capabilities when it comes to customer profiles, identity resolution, and
segmentation. Both continuously develop in terms of customer activation capabilities (e.g., customer journey
builders, etc.).

SAP is relatively new to the CDP market. The solution already has strong capabilities, in combination with a
great road map. A USP of SAP's solution is the fact that SAP has its roots in the ERP sector, leading to a
highly interesting CDP approach.

Plusoft is a vendor that is somewhat different, as its solution combines CDP functionality with an interesting
product suite with a focus on CRM, Customer Journey Orchestration, and a Learning Platform. Furthermore,
its services comprise marketing and sales operations as well.

Product Leaders (in alphabetical order):

e ActionlQ

¢ Adobe

¢ Bloomreach

¢ BlueConic

¢ Microsoft

* Optimove

¢ Redpoint Global
* Salesforce

¢ Twilio Segment

2.3 Innovation Leadership

Next, we examine innovation in the marketplace. Innovation is, from our perspective, a key capability in all
IT market segments. Customers require innovation to meet evolving and even emerging business
requirements. Innovation is not about delivering a constant flow of new releases. Rather, innovative
companies take a customer-oriented upgrade approach, delivering customer-requested and other cutting-
edge features, while maintaining compatibility with previous versions.

KuppingerCole Leadership Compass
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INNOVATION
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Figure 5: The Innovation Leadership rating for the LC Customer Data Platforms.

When it comes to innovation leadership, we see that there are some very large vendors in the lead that are
focused on a wide product range (including CDP), such as Microsoft,Salesforce, Adobe and SAP. On the
other hand, there are smaller vendors with a more narrow focus on the CDP segment in the lead as well,
such as ActionlQ, Bloomreach, Optimove, and Redpoint Global.

Looking at the challenger section, again, there is a mix of larger and smaller vendors. It is notable that the
smaller vendors especially often provide highly innovative features ? often based on concrete customer
requests based on "real-life problems."

CDP is a highly agile segment. Therefore it is not a surprise that most vendors rely on continuous
deployments based on Saa$S solutions to offer innovations frequently to their customers.
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Innovation Leaders (in alphabetical order):

e ActionlQ

* Adobe

* Bloomreach

¢ Optimove

¢ Microsoft

¢ Redpoint Global
¢ Salesforce

¢ SAP

2.4 Market Leadership

Lastly, we analyze Market Leadership. This is an amalgamation of the number of customers, number of
transactions evaluated, ratio between customers and managed identities/devices, the geographic
distribution of customers, the size of deployments and services, the size and geographic distribution of the
partner ecosystem, and financial health of the participating companies. Market Leadership, from our point of
view, requires global reach.
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Figure 6: The Market Leadership rating for the LC Customer Data Platforms.

Market Leadership, as indicated, focuses on global reach and partner ecosystems as well as the number of
customers and other factors. Thus, it is no surprise seeing several of the well-known, established, and large
players in the leader segment. Microsoft again takes the lead, followed by (in alphabetical order) Adobe,
Salesforce, and SAP.

Furthermore, we see the following vendors in the leading section (again in alphabetical order): Bloomreach,
mParticle, Optimove, Redpoint Global, and Twilio Segment. Compared to the very large players, these
vendors have a stronger focus on the CDP market (relative to their overall business).

All other vendors (again in alphabetical order) are positioned in the challenger section: ActionlQ, BlueConic,
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NGDATA, and Plusoft.
These vendors are either smaller, new to the market, or focused on specific geographic regions.

Market Leaders (in alphabetical order):

* Adobe

¢ Bloomreach

¢ Microsoft

¢ mParticle

e Optimove

* Redpoint Global
* Salesforce

e SAP

¢ Twilio Segment
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3 Correlated View

While the Leadership charts identify leading vendors in certain categories, many customers are looking not
only for a product leader, but for a vendor that is delivering a solution that is both feature-rich and
continuously improved, which would be indicated by a strong position in both the Product Leadership
ranking and the Innovation Leadership ranking. Therefore, we provide the following analysis that correlates
various Leadership categories and delivers an additional level of information and insight.

3.1 The Market/Product Matrix

The first of these correlated views contrasts Product Leadership and Market Leadership.
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Figure 7: The Market/Product Matrix.

Vendors below the line have a weaker market position than expected according to their product maturity.
Vendors above the line are sort of "overperformers” when comparing Market Leadership and Product
Leadership. It is probably not a surprise that mainly the big vendors are positioned above the line.

All the vendors below the line are underperforming in terms of market share. However, we believe that each
has a chance for significant growth. We especially note that these vendors are generally small vendors ?
many of them with strong products, and some of them relatively new to the market.

In the upper right segment, we find a group of vendors that score well in both Product Leadership and
Market Leadership. These are all also placed among the Overall Leaders.

More interestingly, to the middle-top, we find SAP, which has a strong market position but is not yet a
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product leader ? which might change in the future due to a very ambitious and innovative road map.

In the middle and middle-right segment, we see mainly smaller vendors and/or vendors that are relatively
new to the market.

3.2 The Product/Innovation Matrix

This view shows how Product Leadership and Innovation Leadership are correlated.
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Figure &: The Product/Innovation Matrix.

Vendors below the line are more innovative; vendors above the line are (compared to the current Product

Leadership positioning) less innovative.

It is not a surprise that the vendors in the upper right segment also score well in the overall rating. On the
other hand, the diagram shows that there is no clear relationship between product and innovations. This
means that there are vendors with strong products that are less innovative ? and vice versa.

3.3 The Innovation/Market Matrix
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The third matrix shows how Innovation Leadership and Market Leadership are related. Some vendors might
perform well in the market without being Innovation Leaders. This might impose a risk for their future
position in the market, depending on how they improve their Innovation Leadership position. On the other
hand, vendors which are highly innovative have a good chance for improving their market position.
However, there is always a possibility that they might also fail, especially in the case of smaller vendors.
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Figure 9: The Innovation/Market Matrix.

Vendors above the line are performing well in the market as well as showing Innovation Leadership, while
vendors below the line show an ability to innovate though having less market share, and thus have the
biggest potential for improving their market position.

It is apparent that the correlation between Market Leadership and Innovation Leadership is quite low. One
reason is that there are many smaller but highly innovative vendors in this relatively new market. These
vendors will have the chance to gain market relevance based on their innovative products. This will lead to
the probability that in a few years there will be a better correlation.

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113

Page 30 of 87



sKUppingercoie

ANALYSTS

4 Products and Vendors at a Glance

This section provides an overview of the various products we have analyzed within this KuppingerCole
Leadership Compass on Customer Data Platforms. Aside from the rating overview, we provide additional
comparisons that put Product Leadership, Innovation Leadership, and Market Leadership in relation to each
other. These allow identifying, for instance, highly innovative but specialized vendors or local players that
provide strong product features but do not have a global presence and large customer base yet.

Based on our evaluation, a comparative overview of the ratings of all the products covered in this document
is shown in Table 1.
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Product

ActionlQ Customer =xperience Hup
Adobe Real-Time CDP

Bloomreach Engagement

BlueConic

Microsoft Dynamics 365 Customer Insights
mParticle Customer Data Platform
NGDATA Intelligent Engagement Platform
Optimove

Plusoft

Redpoint Global rgOne

Salesforce Customer Data Platform

SAP Customer Data Platform (CDP)
Twilio Segment

Legend
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Table 1: Comparative overview of the ratings for the product capabilities

In addition, we provide in Table 2 an overview which also contains four additional ratings for the vendor,
going beyond the product view provided in the previous section. While the rating for Financial Strength
applies to the vendor, the other ratings apply to the product.

Vendor
ActionlQ
Adobe
Bloomreach
BlueConic
Microsoft
mParticle
NGDATA
Optimove
Plusoft
Redpoint Global
Salesforce
SAP

Twilio

Legend

Innovativeness

@ critical

Market r osition Financial Strengtn Ecosystem
® ®
a
® ® L
a
® L
® ®
L] Q
weak neutral positive @ strong positive

Table 2: Comparative overview of the ratings for vendors
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5 Product/Vendor evaluation

This section contains a quick rating for every product/service we've included in this KuppingerCole
Leadership Compass document. For many of the products, there are additional KuppingerCole Product
Reports and Executive Views available, providing more detailed information.

Spider graphs

In addition to the ratings for our standard categories such as Product Leadership and Innovation
Leadership, we add spider charts for every vendor we rate, looking at specific capabilities for the market
segment. For the Customer Data Platforms LC, we look at the following eight categories:

e Connectors
One of the key capabilities of a customer data platform is the availability of connectors to third-party

systems. In our rating we consider the variety of connectors to relevant data sources and recipients.
This includes the ingestion of bulk and transitional data. Furthermore, the way data can be
transmitted to external third-party systems is a criterion.

* |dentity Resolution
An important capability of a customer data platform is identity resolution, based on unregistered
and/or registered customers. Based on various indicators, such as first-party cookies or device IDs,
a CDP must be able to recognize users and assign them to existing customer profiles as available.
In general, there are two approaches when it comes to identity resolution: a deterministic approach
is focused on "known" information, such as email address or phone number; a probabilistic approach
resolves identities based on predictions (e.g., using statistical methods and/or machine learning).
The ability to create household or company profiles is a further criterion.

* Segmentation
For marketers, it is key to address appropriate marketing measures and personalized content to the
right audience. Therefore, segmentation is an important criterion when it comes to using a customer
data platform. Creation of customer segments based on various criteria is a basic functionality of a
customer data platform. Creating such segments is handled in many different ways, often powered
by smart automation based on machine learning.

¢ 360-Degree Customer Profile
Customer data platforms help create a 360-degree customer profile based on various attributes that
are gathered across multiple input channels. The considered information, how the data is structured,

and the presentation when analyzing such customer profiles are relevant criteria.
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e Customer Activation
For organizations, it is key to activate customers based on the data that has been gathered in a

customer data platform. This can be handled via connectors to external systems and touchpoints.
Furthermore, many CDPs have the capability to manage and orchestrate customer journeys when it
comes to personalized campaigns, recommendations, lead nurturing, next best actions, etc. We
evaluate the capabilities to manage such customer activation activities in this category.

* Automation
When it comes to the management of millions of customer profiles, automation is key. In this
category, we evaluate all capabilities in terms of automation that can be accomplished in a CDP,
such as automated segmentation, automated customer activation, automated reporting, or
automation based on machine learning.

* Analytics/Reporting
Customer data platforms manage highly interesting data to create insights based on analytics and
reporting. In this section, we evaluate a CDP's capability and flexibility to create such analytics and
reporting. The ability to consider insights based on analytics directly in the system (e.g., with an
impact on segmentation or customer activation) is also considered.

¢ Privacy and Compliance
As customer data platforms process personally identifiable information (Pll), it is key that a system
comply with relevant standards and legislation (e.g., GDPR). In this criteria, we evaluate technical
capabilities to ensure privacy and compliance. We also consider certifications, such as ISO 27001,

SOC 2 Type 2, etc.
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5.1 ActionlQ

ActionlQ, founded in 2014, is a vendor that has a very strong focus on customer experience solutions in
both B2C and B2B scenarios. Their product "ActionlQ Customer Experience Hub" comprises key
capabilities in building 360° customer profiles, segmentation, and customer intelligence, as well as a strong
focus on omnichannel customer experiences.

Customer Experience Hub is used by organizations in diverse industrial sectors that apply both B2C and
B2B approaches.

The system is hosted on AWS (Amazon Web Services) as a Saa$S solution and is therefore fit for scalability.

The solution is easy to use and is ideal for non-technical users (such as marketers). The intuitive graphical
user interface is easy to understand and to manage all the functions without the need for a data analyst. In
particular, the built-in connectors for a huge variety of third-party systems can be used in a highly intuitive

"plug-and-play" manner. There is a clear and powerful focus on APIs and an easy integration with various

solutions that play a role in the customer, sales, and marketing automation ecosystem.

The segmentation of customer audiences can be done in a very convenient way, using drag and drop
functionality. Calculations, such as the audience size, and further analytics are made in real-time.

ActionlQ Customer Experience Hub has a strong focus on customer activation. It includes a highly intuitive
and powerful customer orchestration tool that enables the creation of intelligent customer journey setups in
a very smart way using the graphical user interface.

The various areas of the system are seamlessly integrated, including the customer profiles, segmentation,
and customer journey orchestration. In comparison with many other solutions, it is clear that Customer
Experience Hub has been designed with a strong focus on the customer experience: both the experience of
the members of an organization that work with the solution and the customers of such organizations who will
benefit from the enhanced customer experience facilitated by the Customer Experience Hub.
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Security

— ACTi.ONIG

Interoperability
Usability

Strengths

Many plug-and-play connectors

Clear focus on APIs and integration

High usability

Strong segmentation capabilities

Intuitive customer journey builder with a strong focus on the customer experience
Functionality made easy for non-technical users

Code-based editor for technical users available (related to specific functionalities)
Flexible real-time analytics

Suitable for various sectors in the B2B and B2C areas

Challenges

* The solution is multi-tenant with respect to the application and Ul perspective, but single-tenant when it
comes to storing ¢ ueries related to customer data This is an advantage in terms of security, but might
be a disadvantage in terms of the accessibility of the data. Although the solution offers powerful internal
functionality in terms of customer activation, other solutions have a stronger focus on integration of third-
party solutions when it comes to customer activation.

* ActionlC's customers are located mainly in North America, and they do not have a strong presence in
other parts of the world yet; nevertheless, an ecosystem of integrators is available

Leader in
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ACTIONIQ

Connectors

Privacy and Compliance Identity Resolution

Analytics and Reporting

Segmentation

Automation 360° Customer Profile

Customer Activation
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5.2 Adobe

Adobe is definitely one of the big isyers in trie marketing worid. and most marketeers probaply already use
or are familiar with sorne Adobe products for content and med:a <reation

Adobe’'s CDP soiution, "Adobe Real-Time CDP", is perfectly integrated in the Adobe ecosystem, which is
useful for organizations that already use a Adobe technology stack. I'hough even for other organizations,
Adobe's CDP solution may be a yood fit.

The application is part of Adobe's comprehensive "Experience Cloud", which consists of approximately 10
applications in the following categories: "Content & Commerce”, "Data Insights and Audiences", "Customer
Journeys" and "Marketing Workflows". Real -Time CDP belongs to the category "Data Insights and
Audiences".

Adobe's CDP offering is a Paas offering that CDP clients can use. It is hosted on Azure.

The solution is a good fit for both B2C and B2B scenarios, as proven by its many customers in organizations
in v:arious industrial sectors around the world.

The solution has a graphical user interface that is easy to use, even for non-technical users. Furthermore,
as mentioned above, many organizations and marketers might be already familiar with Adobe's look and
feel through their other products.

This solution offers a comprehensive and powerful feature set covering all the relevant topics for the
management of customer profiles, including data ingestion, cleansing, and enrichment, identity resolution,
segmentation, customer activation, and analytics/reporting. The system capabilities are supported by
machine learning to deliver customized and real-time customer experiences.

Many connectors are available as "plug-and-play” solutions, which should enable non-technical users to
also be able to set up connections to third-party systems.

The inclusion of a highly intuitive customer 'ourney builder makes it easy to manage touchpoints in and
outside Adobe's technology stack. Furthermore, a highlight of Adobe's customer journey builder is a
graphical tool to analyze the customer journey performance.
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®

Security
Functionality

Deployment

Interoperability

sttty Adobe

Strengths

Part of a strong ecosystem

Seamless integration with other Adobe products, especially parts of Experience Cloud
Combines content creation and CDP capabilities (based on Adobe’s ecosystem)
Many marketers are already familiar with Adobe’s user interface

Suitable for both B2C and B2B scenarios in many industrial sectors

Prebuilt data schemas for various industries

Intuitive customer journey builder

Strong customer activation capabilities with a wide range of integrations possible (with a focus on Adobe
products)

Strong in terms of security, privacy, and compliance

Strong product roadmap

Challenges

» Other solutions offer more out-of the-box connectors to third-party solutions. Nevertheless, further
integrations are possible based on individual solutions by Adobe.

¢ No connectors to CIAM solutions
» Currently no household profiles possible (although these are on the roadmap)

» Optimization of customer journeys (using the product Adobe Journey Optimizer) is possible based on
Adobe’s strong product range, but is not included in Real Time CDP.

Leader in

OVERALL MARKET
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ADOBE

Connectors
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Automation 360" Customer Profile

Customer Activation
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5.3 Bloomreach

Bloomreach was founded in 2009. 1nhair CDP solution "Bloomreach Engagement” is a powerful platform.
Customers can seamlessly add other Bloomreach modules. such as Bloomreach Discovery (search and
merchandising Tor commerce companies; and Bloomreach Content (headless CMS for commerce
comganies), which are all part of an extensive ecosystem with a strong focus on the customer experience

Bloomreach has customers all over the world and supports many well-known brands in diverse industrial
sectors with its solutions. It has a strong focus on B2C business cases.

The solution is deployed as a cloud-based SaaS, and it is highly flexible and adaptable when it comes to
scaling. Furthermore, clients can choose to use their existing cloud infrastructure if desired (based on
Google Cloud Platform).

Bloomreach Engagement has a strong focus on ensuring an easy-to-use platform with its no-code/low-code
environment. All areas of the solution can be managed via a highly intuitive graphical user interface that is
ideal for non-technical users, such as marketers.

In terms of functionality, the solution covers all aspects that we consider as relevant for a CDP and it is
presented in a highly intuitive way. Connectors to many third-party solutions are available for data ingest or
export. Strong capabilities in terms of identity resolution, 360° customer profiling, and segmentation are
present and are very well integrated with other solutions in the Bloomreach ecosystem and further with third-
party solutions. In particular, the smart interaction between customer profiles and automated segmentation
is a highlight of the solution.

The solution provides strong capabilities for identity resolution in B2C scenarios (e.g., when it comes to
household profiles). Given this B2C orientation, the focus is not on resolving company profiles.

Bloomreach Engagement provides all the necessary capabilities for marketing automation and activates
data from the CDP seamlessly so that there is no need for further integration with other products as
mentioned above or similar - nevertheless, third-party solutions can be connected if needed.

Dashboard and reports can be created in a highly flexible and intuitive way.

Furthermore, many actions can be supported by machine learning. The solution contains no-code
functionality to allow the facile creation of machine learning models or the modification of prebuilt models.

A strong roadmap is outlined, with evolution in all areas of the Bloomreach ecosystem.
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(6]

bloomreach

Strengths

* Strong capabilities in terms of identity resolution, 360° customer proiiling and segmentation and
activation

7,00d usability (also for non-technical users)

Smart interaction between customer profiles and automated segmentation

Great ecosystem and integration with other Bloomreacn products ("Discovery™ and “Content”)
Intuitive customer journey builder

Intuitive no-code and prebuilt machine learning models

Intuitive and flexible analytics and reporting

Flexible deployment on various cloud infrastructures

Interesting customers across various industrial sectors with a focus on B2C

Strong in terms of security, privacy, and compliance

Challenges

* Focus on B2C rather than B2B
* Focus not on data cleansing

* Focus not on connectors/integration with other customer activation solutions (e g., recommendation
management, lead nurturing, personalized campaign) due to the availability of integrated solutions

Leader in
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5.4 BlueConic

BlueConic, founded in 2010, offers a standalone Customer Data Platform. The company is strongly focused
on the CDP market. Customers from various industrial sectors use the platform for B2C and B2B use cases
as it supports both househola- and company-based profiling. Mary organizations in the media and
consumer goods sector use BlueConic's solution. In total, more that 5C0 million profiles are managed by
BlueConic's solutions.

The system is available as a Saa5 model based on AWS (Amazon Web Services); therefore, highly flexible
scalability is possible.

The solution is a standalone platform. it includes native consent management, identity resolution, unified
profiles, segmentation, modeling and analytics, and lifecycle orchestration. It is agnostic about the data
sources or types, and about which systems the data needs to be routed to. CDP features are all standard
and included by BlueConic. Additional data configurations and products, such as an aggregated data
manager and data clean rooms, are offered as add-ons.

The solution allows flexible data input and output. Connections to third-party systems can be managed even
by non-technical users.

A highly intuitive 360° Customer View is available based on an easy-to-use graphical user interface that can
be managed by growth-focused users including marketing and CX teams. Furthermore, multi-dimensional
segmentation is possible based on any profile attributes including customer scores, behavioral attributes,
consent, and more.

Strong decisioning and analytics capabilities are a key strength of this solution. BlueConic makes it easy for
marketers to analyze the customer journey and customer behavior across the customer lifecycle from
"awareness" to "retention”. Based on the interactive graphical interface, marketers can easily analyze the
behavior of anonymous and known users along the whole customer journey. This is a very good basis to
continuously optimize touchpoints.

An "Al Workbench" is included that offers access to various machine learning models - so-called Notebooks.
These offer a set of prebuilt machine learning models for various purposes, such as probabilistic identity
matching, next-best actions, and A/B testing. From the graphical user interface, the creation and
manipulation of machine learning models is possible without a need for coding.
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i blueconic

Deployment

Interoperability
Usability

Strengths
Strong capabilities in terms of identity resolution, unified profiles, segmentation, modeling, and analytics
Powrerful analytics and re-orting capabilities

Intuitive “Al Workbench” allows flexible no-code machine learning model creation based on
preconfi_jured settings

Intuitive graphical user interface
Intuitive optimization of customer journeys, touchpoints, and sales funnels
Native consent management included

Strong in terms of security, privacy, compliance

Challenges

s SaaS deployment only based on AWS

* Many other vendors have a stronger focus on connection/integration with other customer activation
solutions (e.g., recommendation management, lead nurturing, personalized campaign). On the positive
side, BlueConic offers integrated customer activation functionality.

» Many other vendors offer a wider range of standard connectors to third party systems

Leader in

PRODUCT

124

yaavan

:

KuppingerCole Leadership Compass
Customer Data Platfurms
Report Nu.- Ic811132

|-®3e 46 of 87



zKuppingercoie

ANALYSTS

BLUECONIC

Connectors

Privacy and Compliance Identity Resolution

Analytics and Reporting Segmentation

Automation 360" Customer Profile

Customer Activation

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113

Page 47 of 87



sKUppingercoie

ANALYSTS

5.5 Microsoft

Microsoft, one of the biggest players in this sector, offers "Microsoft Dynamics 265 Customer Insights”, a
customer data platform that is part of th= extensive Microsoft ecosystem, which consists of Dynamics 365,
Azure, and many other components.

Microsoft's solution is wssed by a huge variety of organizations in all industrial sectors, in koth the 82C and
32. worlds often in combination with other components of the Microsoft ecosystem, such as Microsoft
customer relationship management solutions, also based on Dynamics 365. Nevertheless, connectors an-.
interfaces to a huge set of third-party solutions are available for data ingest an.] export.

The solution is available as a CaaS cloud service and is based on Microsoft Azure, and therefore is ready
for scaling as needed.

Microsoft Dynamics 365 Customer Insights comprises all elements of a CDP platform to enable profile
building based on flexible data ingestion and identity resolution, with a full 360° customer profile view.
Furthermore, the solution offers a great toolset when it comes to customer activation and customer journey
automation based on Microsoft Dynamics 365 Marketing. This includes graphical interfaces that enable
customer journey orchestration considering various touchpoints.

In terms of data management, the integration with other solutions in the Microsoft ecosystem (e.g., Power
Bl) offers powerful possibilities to analyze, cleanse, and enrich data. /ilso, very flexible reporting is possible.

All actions can be performed using the intuitive graphical user interface, even by non-technical users.
Nevertheless, Microsoft also offers the possibilities for technical users (such as data analysts) to use code
and custom measures and machine learning models. In addition, templates and prebuilt machine learning
models can be used.

The integration of Azure Al enables machine learning related to many activities, such as recommendation
management,next-best actions, or discovery of customer segments. The creation or modification of machine
learning can be done either based on the GUI or on code. Furthermore, third-party machine learning
frameworks and technologies can be used, such as Google TensorFlow.

The solution has strong capabilities in terms of privacy and compliance, and a huge set of certifications has
already been achieved.

The roadmap is ambitious, and the product vision is clear, and are closely linked to overarching activities in
the Microsoft ecosystem.
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Interoperability
Usability

Strengths

Extensive ecosystem
Seamless integration with the Microsoft product range (e.g., Dynamics 365, Azure, Power Bl, etc.)

Strong capabilities related to profile building based on flexible data ingestion (bulk and stream), identity
resolution, and a great 360° customer profile view

Suitable for use cases in both B2B and B2C scenarios across diverse industries

Ul suitable for both non-technical users (based on the graphical user interface) and technical users
(based on code)

Integration of Azure Al, including out-of-the-box machine learning models or third-party machine learning
frameworks

Strong integrated functionality in terms of customer activation and the possible integration of third-party
solutions

Strong in terms of security, privacy, and compliance

Interesting roadmap with focus on data collaboration across organizations, further empowerment
personalized experiences, and further integration within the Microsoft ecosystem and with third party
solutions

Challenges

* Does not have a strong focus on real-time measures
e SaaS deployment limited to Azure
* Many other vendors offer a wider range of standard connectors to third-party systems

* Some extended capabilities are mainly only useful for organizations that use other Microsoft products as
well
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5.6 mParticle

mParticle, founded in 2013, offers with its Customer Data Platform a solutiun that is Gsed by diverse
urganizations across various industrial sectors in both B2B and B2C scenarios, such as e-commerce,
multichannel retaii, media, and food production.

The core product includes various capabilities, such as a connecti ity platform, data quality management,
data governance (privacy controlsj, audience and jo irney builder, calculated attrib' ites, and analytics.

The system is available as a SaaS model based on AWS (Amazon Web services), and therefore offers very
flexible scalability.

It is very easy to set up new connections to third-party systems based on the graphical user interface

Compared to many other solutions that consider both deterministic and probabilistic identity resolution,
mParticle takes a fully deterministic approach. For every data point that comes into the platform, it ties it
back to a unique user who is always associated with a persistent identifier.

The system includes comprehensive analytics and reporting capabilities, including configurable dashboards
that make it easy for marketers or other non-technical users to analyze customer behavior and interactions.
The whole sales funnel can be examined like this, in order to detect successful and weak touchpoints within
a customer journey. I'his includes results based on A/B testing as well.

mParticle has a strong focus on real-time interactions with very short latency, which might be a plus for
many customer experience cases. A focus on mobile customer experiences is also worth mentioning.

A customer journey builder has been newly released by mParticle. It has interesting capabilities to manage
customer activation measures and orchestrate customer journeys.

The embedded privacy control of mParticle's solution is one highlight that makes it easy for marketers to
comply with existing privacy regulation and legislation. Filters allow easily configuring the data transfer from
or to external systems - to minimize data needs and to ensure privacy or to consider customer consent.

Although it is on the roadmap, mParticle's solution does not comprise its own machine learning capabilities
right now. Furthermore, in keeping with a best.in -breed philosophy, they partner with third-party providers
(e.g., AWS) and provide deep integrations e.g., Kinesis) to leverage their state-of-the-art machine learning
capabilities.

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113

Page 51 of 87



sKUppingercoie

ANALYSTS

Security o - I
Functionality o) m pq rf I C e
Deployment O

Interoperability

Usability

Strengths
Product portfolio suitable for many industrial sectors (B2C and B2B)

Strong integration with a best-of-breed technology stack

Very intuiti.e setup of connectors to third-party systems
Strong focus on real-time interactions with a very short latency
Strong analytics and reporting

Intuitive customer journey builder

Highly intuitive analytics covering the whole sales funnel
Non-technical users will find this easy-to-use

Embedded and powerful privacy controls

Roadmap includes (among others) further capabilities in terms of machine learning, end-to-end journey
orchestration and analytics and propensity based audiences

Challenges

* No built-in machine learning capabilities (however, this is on the roadmap, and is scheduled to be
released in 2022)

Not focused on probabilistic identity resolution approaches
Resolution of households or companies is not possible

No customer journey builder

SaaS deployment only based on AWS

Currently, no fine-grained authorization and permissions management (however, this is on the roadmap,
and is scheduled to be released in 2022)
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5.7 NGDATA

NGDATA, headquartered in Belgium and globally active, was founded in 2012. Their CDP solution
"Intelligent Engugement Platior " 1s used by various customers in diiferent branches and indusurial seciors,
but their main focus is on the bankiny and insurance sectors.

The solution ofrers all the key capabilities of a customer data platform and is a good fit for typical best of
breed scenarios.

The deployment models of NGDATA are very flexible. In contrast to many other vendors, NGDATA offers
installation at a customer's premises as well as ir.e option for setup as cloud services or managed services.
A multi-tenant cloud is also available for partners and customers.

Intelligent Engagement Platform offers a graphical user interface that is suitable for marketers or any other
non-technical users. it is easily possible to import batch or real-iime data to form a 360° customer profile.

It offers many connectors to third-party systems for flexible data input and output, combined with strong
segmentation capabilities and a strong focus on real-time interactions with customers.

NGDATA has strong features when it comes to identity resolution, considering both known and anonymous
users/customers. Furthermore, it can deal with both household- and company-based users, which makes
the system fit-for-purpose for various B2C and B2t scenarios.

The solution has a set of powerful capabilities when it comes to privacy requirements, which might be drizen
by their focus on the banking and insurance sectors. This is a clear USP of NGDATA's solution compared to
other vendors.

Furthermore, several report and analytics capabilities enable marketers to analyze their customer behavior.

The NGDATA |IEP provides both a fully automated and a manual way to configure and run predictive
models. Data scientists have the option to manually configure and run predictive models using python in an
integrated way.

NGDATA has developed an innovative roadmap: A GUI-based customer journey and a dashboarding
feature are two worth mentioning on the roadmap.
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Deployment
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Usability

Strengths
» Strong features related to identity resolution, considering both known and anonyinous users/customer.s
* Venaor’s strony focus on the banking, insurance, and finance sectors

Suitable for both B2C and B2B scenarios

Very flexible deployment models, including on-premises

Strong focus on real-time interactions with customers

Real-time capabilities in terms of analytics

Consent and privacy features

Offers both a fully automated and manual way of configuring and running Al-based predictive models
uncluding usage of Python for expert users)

Strong roadmap

Challenges

* No customer journey builder
* They do not have a strong focus on customer activation compared with other vendors

* Fewer native integrations with third-party systems as compared to other vendors, although flexible
integrations are possible based on individualization.
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5.8 Optimove

Optimove, founded in 2009, is a single product vendor that is focused only on its CDP platform. The
company has customers across various industrial sectors.

The solution is a typical standalone CDP with extensive functionality to support its integration in a best-of-
breed technology stack.

Optimove is available as a SaaS solution that is hosted in the cloud, which is a good basis for scalability.

The solution contains all relevant features that are typical for a CDP solution, made in a very smart and
intuitive way - starting from data ingestion to profile building, identity resolution, and segmentation. The
solution delivers very good capabilities when it comes to real-time customer experience scenarios.

All the features harmonize and communicate with each other in an outstanding way. This makes it easy for
marketers or other users to continuously optimize the customer experience based on insights gained and
through automation.

Optimove supports the clustering of records under "parent accounts”, which can be used to unify the records
of different family members under a single family. Alternatively, this method can be used to handle company
profiles as well. This makes the solution fit for purpose when it comes to B2C or B2B scenarios.

Segmentation functionalities are highly flexible and automated. This enables the very powerful management
of segments as needed to reach out to customers in a highly personalized way.

A very intuitive customer journey builder is not just an add-on but is seamlessly integrated with the other
functionalities of the solution, and is easy to use, based on a graphical user interface.

An extensive analysis and reporting area called "Mission Control" gives important insights to marketers
based on various criteria. Optimove has created an outstanding way to adapt and optimize segmentation or
the customer experiences directly based on insights - a clear USP of the solution.

Integrated machine learning is part of the solution and is supported across the whole feature set.

Optimove has an ambitious roadmap: a optimized mobile SDK, and additional self-serve functionality to
empower marketers in terms of setting up configurations without the help of data analysts.

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113

Page 57 of 87



sKUppingercoie

ANALYSTS

Security
Functionality

4 optimove

Interoperability
Usability

Strengths

Strong for profile building, identity resolution, and segmentation
Suitable for both B2B and B2C scenarios in various industrial sectors
Great functionality and automation for segmentation

Highly intuitive journey builder

Strong integrated functionality in terms of customer activation as well as the option for the integration of
third-party solutions

Outstanding analytics and reporting, including highly automated capabilities for continuous segment or
customer experience optimization

Comprehensive set of connectors to third-party connectors that are easy to use, even for non-technical

users

Flexible machine learning capabilities, including for no-code model creation and the use of prebuilt
models

Strong in terms of security, privacy, and compliance

Strong roadmap focused on further improvements in terms of data sources, privacy features, and
machine learning (e.g. self-optimizing customer journeys)

Challenges

* Many other vendors have stronger capabilities when it comes to standard connectors to social media or
CMS

* No no-code Ul to modify or create machine learning models

* Machine learning capabilities not focused on data structuring and classification
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5.9 Plusoft

Plusoft, located in Brasil, and founded in 1988, is a well-establ’'shed and known vendor in Soutn Amierica

Plusoft offers @ set of solutions that are focused on custo' ner relationsnip manageruent, inarketing
automation, and learning platforms. All solutions are powered by a centralized Al framework.

‘n this leadership comuass, we evaluated a combination of two solutions from rlusoft: Omni CRM and DTM.

Omni «>RM is focused on all the capabilities of a classical »>RM system, includinj the functionality of the
customer data platform. Customer profiles can be maintained, based on data input from various sources.
The solution comprises analytics and reports to gather insights based on various parameters.

In addition, DTM brings further functionality ~vhen it comes to customer journey orchestration, managing
various touchpoints, and channels. Customer journeys can be set up considering various touchpoints in the
Plusoft ecosystem or based on connected third-party solutions

Together, these solutions comprise capabilities that are related to customer data platforms, although the
approach is slightly different compared to most other solutions considered in this report. This means that
topics such as identity resolution and segmentation are not done in the same way that most other "classical”
COP systems handle these topics

The focus of Plusoft is rather on a comprehensive overall marketing solution and is not just related to CDP.
This makes Plusoft's offering attractive for organizations that need an integrated CRM and marketing
automation solution with GP capabilities, but not with the focus on a "pure” CDP.

In addition, Plusoft offers good solutions in terms of social media marketing and a comprehensive learning
platform.

Being more than just a software company, Plusoft even offers marketing services as a "full-service package”
to its customers. This might be a compelling alternative compared to the other vendors considered in this
report.
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Deployment

Interoperability
Usability

Strengths
* Comprehensive product suite when it comes to customer experience, consisting o: various soiutions

Integrates customer relationship management, customer activation, and custoizer data-oriented
capabilities

I"usott offers a learning platform that is integrated with their product portfolio

Centralized machine learning solution that supports the whole product range of the vendor
Easy-to-use customer journey builder

Marketing and sales-oriented services based on their software solutions offered

Many interesting customers in various industrial sectors

Strong in terms of security, privacy, and compliance

Interesting roadmap and product vision with a focus to combine both software and marketing services

Challenges

* Core CDP functionality need further development
* Geographically focused on the South American market

* Many of our standard ratings do not fit to the capabilities of Plusoft which results in a ranking that is
lower compared to other vendors Nevertheless, Plusoft is a highly interesting solution for organizations
that are interested in a complete service program that also comprises a full service when it comes to
marketing and sales activities.
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5.10 Redpoint Global

Redpoint Global, founded in 2006, offers with its solution rgOne a comprehensive platform that is used by
customers in various industrial sectors around the world. This platform is focused on customer data
management, machine learning, and the intelligent orchestration of customer journeys across all channels.
It consists of various parts that can be clustered into three main categories: data, insights, and actions.

Redpoint Global's deployment models are highly flexible. In contrast to many other vendors, rgOne can be
installed at the customer's premises as well as provisioned as cloud services or managed services.

The solution covers all aspects considered relevant for a customer data platform. With huge set of
connectors and interfaces, strong capabilities in terms of 360° customer profiles, identity resolution (based
on deterministic and £.l-based probabilistic matching;, and segmentation, the solution is highly flexible to
adapt to individual scenarios.

RgOne is a fit-for-purpose platform for both B2B and B2C scenarios: it supports profiles and identity
resolution for different entity types (e.g., "individual”, "household", "address", and "organization” can each be
an entity type with separate rules).

A highly intuitive customer journey orchestration tool and automation capabilities ensure the system has
strong capabilities to manage customer activation, which is a clear focus of this solution in addition to the
above-mentioned functionalities.

All features are accessible through an intuitive graphical user interface, which is easy to use by non-
technical users as well as more technical users.

The solution utilizes machine learning capabilities that empower both the data management and customer
journey orchestration functionality. This also comprises no-code machine learning model creation or
use/modification based on a set of prebuilt models.

Furthermore, the solution complies with all relevant privacy regulations and offers comprehensive
capabilities for privacy topics when processing personal identifiable information in their solution.

Redpoint Global has an interesting roadmap, with topics, such as a healthcare focus and loT expansion,
included.
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Deployment

Interoperability
Usability

Strengths

Suitable for B2C and B2B customers across various industries

Huge set of connectors and interfaces

Strong capabilities in terms of 360° customer profiles, identity resolution, and segmentation
Intuitive customer journey orchestration and automation cagabilities to manage customer activation
Flexible deployment: on-premises, cloud hosted SaaS, or managed services

Integrated machine learning capabilities, including no-code model creation and prebuilt models
Nice user interface that is suitable for marketers and other non-technical users

Strong in terms of security, privacy, and compliance

Interesting roadmap with focus on further data enrichtment options, enhanced automation, machine
learning and loT

Challenges

* Market presence focused on North America
* Focus on mid- and large-sized organizations

* Some other solutions offer more flexible report creation (mainly for “on demand” reports)

Leader in

OVERALL

2z

PRODUCT —— INNOVATION

2 [

MARKET

124

H3aval
HIaval
yIavaT
H3aval

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: ics1iis

Page 64 of 87



zKuppingercoie

ANALYSTS

REDPOINT GLOBAL

Connectors

Privacy and Compliance Identity Resolution

Analytics and Reporting

Segmentation

Automation 360" Customer Profile

Customer Activation

KuppingerCole Leadership Compass
Customer Data Platforms
Report No.: Ic81113

Page 65 of 87



sKUppingercoie

ANALYSTS

5.11 Salesforce

Salesforce is one of the most well-known and biggest players when it comes to custoimer focused sciutions,
sJdch as CRM. ii. this contex’, Salesfoice offers a customer data latform (called Marketing Cloud Customer
Data Platform’ as part of iic extensive ecosystem.

As a global player, Salesforce supports customers worldwide with its solutions, considering all industrial
sectors in B2C and B?B.

The solution may be most suitable for organizations that already use solutions from Salesforce, although
Salesforce's customer data platform fits a best of-breed approach as well, as it offers fle..ible connectors
and interfaces to a huge variety of third-party solutions. In this report, we focused on the Salesforce
customer data platform, but nevertheless, Salesforce's overall ecosystem needs to be considered as well.

The solution fully hosts a SaaS, cloud-based platform, that can be fitted to scale based on an organization s
needs.

All expected capabilities are fulfilled by the solution, from data ingestion, identity resolution, creation of 360"
customer profiles to customer activation topics and extensive reporting and analytics capabilities. The
solution consists of a huge set of connectors and interfaces to various data sources and data recipients.

In terms of segmentation and many other user cases, the solution is empowered by Salesforce's proprietary
machine learning solution "Einstein”.

An intuitive, graphical interface makes the solution fit for usage by non-technical users.
In terms of privacy topics, the solution complies with all relevant standards and legislation.

It is probably not a secret as many organizations around the globe already use Salesforce's CRM but adding
a customer data platform based on the same ecosystem might be an obvious next step to ensure a
seamless customer experience.
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Interoperability
Usability

Strengths

Strong ecosystem
Seamless integration with other Salesforce solutions

Strong customer activation capabilities due to a seamless integration with the Salesforce technology
stack

Customers around the world in all industrial sectors in B2C and B2B

Huge set of connectors to third-party systems

Strong capabilities in terms of data ingestion, identity resolution, and creation of 360° customer profiles
Strong, centralized machine learning capabilities

Intuitive consent management

Strong in terms of security, privacy, and compliance

Interesting roadmap with a focus on further integration with the Salesforce ecosystem and 3" party
solutions

Challenges

» Salesforce does not focus on a best-of-breed approach, compared to other vendors Some extended
capabilities are Mainly useful for organizations that use other Salesforce products as well

* Although, Salesforce is an established vendor, its CDP solution is relatively new to the market (since
2119)
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5.12 SAP

SAP is known as a global leader in ERP solutions along with Supply Chain, HXM, Financial Management
and Customer Expeiience. SAP also of‘ers a customer data platform as part o their ecosystem. This
diffe.entiates AF in that its roots are not in the domain of ma.keting 0. customer relationship solttions like
ruany other vendors that offer CDPs. Also, tlie key message beyond this 1act is that a CUP is much more
than a marketing or customer platform, it is a holistic platform that touches and deli\ ers value to all areas of
an organization.

As a global and well-established big player, SAP has customers all over the world in various industrial
sectors, although the CDP solution is focused on both 52C and B2B customer scenarios.

The solution is deployed as a SaaS model, vwhich can be scaled in a flexible way.

SAP's Customer Data Platform covers all relevant features from data ingestion, to building 360° customer
profiles, and segmentation. Furthermore, analytics and reporting capabilities are part of the solution

Machine learning is an integrated part of the solution and supports many of the above-listed features.

A clear USP of the solution is the ERP-focused ecosystem. While most other CDP solution are mainly
designed to interact with marketing and customer focused first- and third-party solutions, SAP's approach is
different as it has a strong focus on ERP-based data. This means that SAP's CDP might be an good choice
when it comes to customer profiling and customer interaction driven by such data.

When it comes to privacy and compliance with relevant standards and legislation, the solution performs very
well and is a good choice to process personal identifiable information in a secure and reliable way. It has a
seamless integration with its leading CIAM solution, Gigya acquisition 2017, to provide an identity and
consent first framework as part of a customer centric strategy.

In addition, SAP has a very ambitious roadmap for the solution with a very strong focus on B2B-oriented use
cases. Furthermore, among other features, an Al/ML workbench enables users to create machine learning
models based on a no-code configurator.

In conclusion, SAP is relatively new to the CDP segment (compared to its activities in the ERP sector). The
focus and roadmap for the solution might make it a good fit for all organizations that consider CDP as a
topic that is much more than only marketing.
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Usability

Strengths

* Strong ecosystem

SAP’s CDP has a unique position due to its integration into the ERP-focused approach of SAP. which is
significantly difterent to most other vendors that have a background mainly in marketing anu customer
areas

Strong capabilities in terms of data (digital and physical) ingestion, building 360° customer profiles, and
delivery real-time segmentation

Intuitive customer journey builder

Machine learning capabilities, including the possibility to create models by using a GUI or code. Prebuilt
models are available as well

Strong in terms of security, privacy, identity, and compliance
Offers low-code, no-code for custom connector development

Fighly interesting roadmap, comprising innovations in terms of B2B account profiling, customer
analytics, machine learning, connectivity/integrations, customer activation, and many others

Challenges

* Cloud provider agnostic, yet SaaS deployment only based on Azure

» Extended capabilities related to customer activation (e.g., recommendation management, A/B testing)
still to be included

* SAP is expanding its Connector Studio, however other vendors provide more connectors to third-party
systems when it comes to customer activation

* Although SAP is an established vendor, their CDP solution is relatively new to the market (since 2020)
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5.13 Twilio

Twilio, headquartered in California, acquired the well-known customer data piatform Segment in 20£0.
Twilio has a focus on building industry-leading communication APls (SMS, Voice, Video, and
Authentication) that a'low businesses to better engage witin their customers. It\'s these features coupled witn
a CLP that makes Twilio s offering a complete packa_e. The CDP is offered as a stand-alone platform;
however, depending on use cases, additional Twilio services can be purchased to increase functionality.

Twilio is a big and global player. Segment is currently used by more than 20,000 customers of various
industrial sectors around the globe.

Twilio Segment can be deployed as a scalable, multi-tenant cloud solution. it offers flexible storage options
for customer data based on an organization's needs Based on it's standard offering, Twilio manages the
data storage. In addition, it allows customers to replicate their data in a data warehouse or data lake,
considering flexible solutions for regulatory compliance, such as with the GDPR.

The solution comprises smart features related to identity resolution, data quality, segmentation, and building
customer profiles. Furthermore, the solution has an intuitive customer journey builder that orchestrates a
huge variety of customer touchpoints (mainly based on connectors to a third-party system 7 or within the
Twilio ecosystem).

Twilio Segment is focused on the core capabilities of a CDP within a best-of-breed environment. Based on a
huge set of more than 400 connectors and interfaces, Twilio can be used in a very flexible way and easily
connected to an existing technology stack in an organization. This is one of the main differentiators of Twilio
Segment.

Furthermore, Twilio is made for marketers, product teams and data engineers (or other technical users). It
offers graphical user interfaces that are easy to use by marketers. But it also allows more advanced options
for technical users who might prefer to use code to manage advanced functionalities or customization.

When it comes to extended functionality, such as reporting, analytics, customer activation, or machine
learning, Twilio Segment focuses on its flexible best-of-breed concept with connectors to market leading
analytics, activation and machine learning tools.

Twilio Segment is a strong player when it comes to security and privacy topics providing a GDPR compliant
solution and locally hosted instances in the European Union. Furthermore, it offers a great support structure.

Twilio Segment is different from many other solutions presented in this leadership compass, as it really
focuses on the core capabilities of a data CDP in a smart and outstanding way. This might be a great fit for
many organizations with a strong focus on data quality and best-of-breed approach.

The road map is highly interesting, with a focus on personalized campaign management (Twilio Engage)
that can be used on top of the CDP. In addition, further integrations, regional instances, and additional
features and optimizations are part of the road map.
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Strengths

Strong ecosystem

Outstanding and very strong, best-of-breed approach

Clear focus on high-level data quality

Intuitive graphical user interface for marketers and advanced functionalities for technical users
Strong in terms of security and privacy

Flexible deployment options

One of the most widely used CDP systems

Road map includes personalized campaign management (which is an interesting product on top of a
CDP solution)

Strong R&D capabilities of the vendor

Challenges

* Only deterministic matching when it comes to identity resolution

* Due to the best-of-breed approach, functionalities in terms of reporting, analytics, customer activation,
and machine learning are mainly processed based on connectors to third-party solutions

* The flexibility based on technical user interfaces requires appropriate skills in an organization

Leader in

OVERALL

124

PRODUCT MARKET

H3ava
Haavan
L H3aval
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TWILIO SEGMENT

Cannectors

Privacy and Compliance dentity Resolution
Analytics and Reporting Segmentation
Automation 360° Customer Profile

Customer Activation
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6 Vendors to Watch

Besides the vendors covered in detail in this document, we observe some other vendors in the market that
readers should be aware of. These vendors do not fully fit the market defir.ition but offer a significant
contribution to the market space. This may be for their supportive _apabi ities to the solutions rev.ewed in
this doct ment, for their 1 nique methods of addressing the chailences of th.s segment or may be a fast-
Jrow:n~ startup that may be a stron , competitor in the future.

* Bsense - is a US-headquartered company that provides a CDP as a part of a platform that addresses
marketing and sales processes for customer activation and the customer experience

Why worth watching - 6sense brings an inncivative approacii that sees CUF as part cf the whole sales
funne!.

* Acquia - is headquartered in Boston, US. The company offers a comprehensive range of products that
are related to marketing purposes, including content management, product information management,
and customer data management. Furthermore, Aquia is very much focused on Drupal-based products.

Why worth watching - cquia offers a quite complete proauct rnix that can be used by organizations to
empower their marketing and sales. In particular, the fact that a product information management
system and a customer data platform are offered by the same vendor could be useful for many
organizations.

* Algonomy - has a strong focus on customer data platforms, customer analytics, omnichannel
personalization, merchandizing, the supply chain, and customer journey orchestration. This global
company is headquartered in the US.

Why worth watching - An innovative product range that includes a CDP might be a fit-for-purpose choice
for retail-focused organizations and many other use cases.

* Amperty - offers a DSP solution with a comprehensive feature set. In addition, a preconfigured package
that seamlessly connects to Adobe tools is offered by Amperty.

Why worth watching - Apart from the core capabilities of its CDP solution, Amperty's solutions might be
complelling for organizations that rely on an Adobe technology stack due to the seamless connection
capabilities.

* Blueshift - headquartered in the US, this company offers a flexible CDP solution in combination with
other systems mainly related to automation and personalization. They have interesting customers and
present case studies from around the world.

Why worth watching - Complete product range of CDP and customer activation focused solutions.
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* Caplillary Technologies - offers an Comprehensive product range, comprising solutions in the area of
CDP, customer activation, marketing automation, and e-commerce. The company was founded in 2021.

Why worth watching - The solutions from Caplillary Technologies might be a good fit for organizations
that are interested in a marketing and e-commerce technology stack from one vendor that offers a CDP
as well.

* Conscia - is a vendor that offers solutions with a focus on omnichannel management, data and API
orchestration, customer data management, and content and product information management. The
company is headquartered in Toronto, Canada.

Why worth watching - An innovative set of solutions with a focus on omnichannel, and content and
product management in combination with CDP capabilities and an API-first approach that might be
suitable for many organizations.

* Cordial - offers products in the segment of customer data management, messaging channels, and agile
user interfaces. The company is headquartered in California and was founded in 2014.

Why worth watching - The company's strong focus on messaging channels and agile Uls in combination
with a CDP is a range of capabilities that will appeal to many organizations.

* CrossEngage - was founded in Berlin in 2015 with the goal of building a Customer Data Platform that
would help brands create a perfectly orchestrated and personalized customer journey.

Why worth watching - CrossEngage brings a very innovative approach when it comes to CDP usage in a
best-of-breed environment, based on various connectors.

* Eulerian - headquartered in Paris, France, Eulerian provides solutions related to digital mar<eting,
loyalty management, business intelligence, and e-commerce. This comprises a CDP system.

Why worth watching - Comprehensive set of capabilities related to marketing, e-commerce, and
business intelligent might be suitable for many organizations.

* FirstHive - specializes in CDP solutions, including customer journey orchestration capabilities. The
solution has a focus on the retail, manufacturing, digital, and finance sectors.

Why worth watching - A solution that might be attractive to organizations that are looking for a
comprehensive CDP solution that includes activation and decisioning capabilities.

* Informatica - is a big US-headquartered vendor that is focused on solutions for data management.
Customer data platforms and customer data management are key topics among others, such as product
or supplier information management, covered by Informatica.

Why worth watching - Informatica’s customer data solutions are part of an extensive ecosystem that
makes it especially interesting for companies that are looking for a holistic approach when it comes to
intelligent data management.

* Lytics - offers two products with a focus on CDP capabilities and decisioning/personalization. Both
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solutions are focused on the optimization of customer data management and the customer experience,
together with useful integrations

Why worth watching - A fit-for-purpose solution that addresses both customer data management and
activation for various use cases and industrial sectors.

* Oracle - is one of the well-known, big players. Oracle Unity Customer Data Platform is part of an
extensive ecosystem they provide and offers powerful features, including strong machine learning and
customer orchestration capabilities

Why worth watching - May be considered by organizations that have are looking for a powerful CDP
solution that is part of an overarching product suite focused on customer management and activation
capabilities.

* Piwik Pro - is mainly known for its web analytic tools, but the company also offers a customer data
platform as well as other products, such as a tag management system and a consent management
system.

Why worth watching - Web analytics, tag manager, consent management, and CDP from the same
vendor is a good possibility for all organizations that have a special focus on this combination of
capabilities.

* SessionM - is a Mastercard company and offers solutions in terms of customer data management,
campaign and engagement management, POS offer management, and loyalty management.

Why worth watching - Comprehensive and innovative software solutions provided by a company in a
broad ecosystem.

* Tealium - is a US-headquartered company that is well known in the CDP segment. The company offers
several solutions in the marketing area, suitable for many industrial sectors.

Why worth watching - A well-known and flexible solution with all the capabilities that are expected from a
CDP, including a comprehensive set of connectors.

* Terminus - offers solution with a focus on customer data, engagement, and measurement. It offers a
partner marketplace with connections to various third-party systems. Terminus was founded in 2014 and
is located in the US and UK.

Why worth watching - Capabilities for flexible marketing approaches, considering various channels and
touchpoints, including flexible connectors.

* Treasure Data - is headquartered in the US. The company offers CDP solutions with a focus on
marketing, sales, and service management. The solution is used by various customers across multiple

industrial sectors.
Why worth watching - Treasure Data offers an interesting CDP solution. There are many wide ranging

use cases. Furthermore, the company supports many open-source projects.

¢ Upland Software - is headquartered in the US and offers customer data platform and omnichannel
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marketing solutions with an intuitive graphical user interface. Furthermore, the company provides
solutions for account-based marketing, messaging, and further use cases.

Why worth watching - complete product family related to sales and marketing purposes, including use
cases beyond marketing.
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7 Related Research

Market Compass: Conversational Al Building Platfcrnis

Leadership Siief: Beyond Merketing: The Future of Customer Interaction
Leadership Brief: The Limits of Al in Marketing Automation

Buyer's Compass: Marketing Automation Systems and GLFR Keadiness
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Methodology

About KuppingerCole's Leadership Compass

KuppingerCole Leadership Compass is a tool which provides an overview of a particular IT market segment
and identifies the leaders within that market segment. It is the compass which assists you in identifying the
vendors and products/services in that market which you should consider for product decisions. It should be
noted that it is inadequate to pick vendors based only on the information provided within this report.

Customers must always define their specific requirements and analyze in greater detail what they need.
This report doesn’t provide any recommendations for picking a vendor for a specific customer scenario.
This can be done only based on a more thorough and comprehensive analysis of customer requirements
and a more detailed mapping of these requirements to product features, i.e. a complete assessment.

Types of Leadership

We look at four types of leaders:

* Product Leaders: Product Leaders identify the leading-edge products in the particular market. These
products deliver most of the capabilities we expect from products in that market segment. They are

mature.

» Market Leaders: Market Leaders are vendors which have a large, global customer base and a strong
partner network to support their customers. A lack in global presence or breadth of partners can prevent
a vendor from becoming a Market Leader.

* |[nnovation Leaders: Innovation Leaders are those vendors which are driving innovation in the market
segment. They provide several of the most innovative and upcoming features we hope to see in the
market segment.

* Overall Leaders: Overall Leaders are identified based on a combined rating, looking at the strength of
products, the market presence, and the innovation of vendors. Overall Leaders might have slight

weaknesses in some areas, but they become Overall Leaders by being above average in all areas.

For every area, we distinguish between three levels of products:
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* Leaders: This identifies the Leaders as defined above. Leaders are products which are exceptionally

strong in certain areas.

* Challengers: This level identifies products which are not yet Leaders but have specific strengths which
might make them Leaders. Typically, these products are also mature and might be leading-edge when

looking at specific use cases and customer requirements.

* Followers: This group contains vendors whose products lag in some areas, such as having a limited
feature set or only a regional presence. The best of these products might have specific strengths,
making them a good or even best choice for specific use cases and customer requirements but are of

limited value in other situations.

Our rating is based on a broad range of input and long experience in that market segment. Input consists of
experience from KuppingerCole advisory projects, feedback from customers using the products, product
documentation, and a questionnaire sent out before creating the KuppingerCole Leadership Compass, and
other sources.

Product rating

KuppingerCole Analysts A5 as an analyst company regularly evaluates products/services and vendors. The
results are, among other types of publications and services, published in the KuppingerCole Leadership
Compass Reports, KuppingerCole Executive Views, KuppingerCole Product Reports, and KuppingerCole
Vendor Reports. KuppingerCole uses a standardized rating to provide a quick overview on our perception of
the products or vendors. Providing a quick overview of the KuppingerCole rating of products requires an
approach combining clarity, accuracy, and completeness of information at a glance.

KuppingerCole uses the following categories to rate products:

* **Security

* Functionality
¢ Deployment

¢ |nteroperability

e Usability™

Security is a measure of the degree of security within the product / service. This is a key requirement and
evidence of a well-defined approach to internal security as well as capabilities to enable its secure use by
the customer are key factors we look for. The rating includes our assessment of security vulnerabilities and
the way the vendor deals with them.
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Functionality is a measure of three factors: what the vendor promises to deliver, the state of the art and
what KuppingerCole expects vendors to deliver to meet customer requirements. To score well there must be
evidence that the product / service delivers on all of these.

Ceployment is measured by how easy or difficult it is to deploy and operate the product or service. This
considers the degree in which the vendor has integrated the relevant individual technologies or products. It
also looks at what is needed to deploy, operate, manage, and discontinue the product / service.

Interoperability refers to the ability of the product / service to work with other vendors’ products, standards,
or technologies. It considers the extent to which the product / service supports industry standards as well as
widely deployed technologies. We also expect the product to support programmatic access through a well-

documented and secure set of APls.

Usability is a measure of how easy the product / service is to use and to administer. We look for user
interfaces that are logically and intuitive as well as a high degree of consistency across user interfaces
across the different products / services from the vendor.

We focus on security, functionality, ease of delivery, interoperability, and usability for the following key

reasons:

* |Increased People Participation—Human participation in systems at any level is the highest area of cost

and the highest potential for failure of IT projects.

¢ Lack of excellence in Security, Functionality, Ease of Delivery, Interoperability, and Usability results in

the need for increased human participation in the deployment and maintenance of IT services.

¢ |ncreased need for manual intervention and lack of Security, Functionality, Ease of Delivery,
Interoperability, and Usability not only significantly increase costs, but inevitably lead to mistakes that

can create opportunities for attack to succeed and services to fail.

KuppingerCole’s evaluation of products / services from a given vendor considers the degree of product
Security, Functionality, Ease of Delivery, Interoperability, and Usability which to be of the highest
importance. This is because lack of excellence in any of these areas can result in weak, costly and
ineffective IT infrastructure.

Vendor rating

We also rate vendors on the following characteristics

* Innovativeness

* Market position
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¢ Financial strength

* Ecosystem

Innovativeness is measured as the capability to add technical capabilities in a direction which aligns with
the KuppingerCole understanding of the market segment(s). Innovation has no value by itself but needs to
provide clear benefits to the customer. However, being innovative is an important factor for trust in vendors,
because innovative vendors are more likely to remain leading-edge. Vendors must support technical
standardization initiatives. Driving innovation without standardization frequently leads to lock-in scenarios.
Thus, active participation in standardization initiatives adds to the positive rating of innovativeness.

Market position measures the position the vendor has in the market or the relevant market segments. This
is an average rating over all markets in which a vendor is active. Therefore, being weak in one segment
doesn’t lead to a very low overall rating. This factor considers the vendor’'s presence in major markets.

Financial strength even while KuppingerCole doesn’t consider size to be a value by itself, financial
strength is an important factor for customers when making decisions. In general, publicly available financial
information is an important factor therein. Companies which are venture-financed are in general more likely
to either fold or become an acquisition target, which present risks to customers considering implementing

their products.

Ecosystem is a measure of the support network vendors have in terms of resellers, system integrators, and
knowledgeable consultants. It focuses mainly on the partner base of a vendor and the approach the vendor
takes to act as a “good citizen” in heterogeneous IT environments.

Again, please note that in KuppingerCole Leadership Compass documents, most of these ratings apply to
the specific product and market segment covered in the analysis, not to the overall rating of the vendor.

Rating scale for products and vendors

For vendors and product feature areas, we use a separate rating with five different levels, beyond the
Leadership rating in the various categories. These levels are

Strong positive
Outstanding support for the subject area, e.g. product functionality, or outstanding position of the company

for financial stability.

Positive
Strong support for a feature area or strong position of the company, but with some minor gaps or

shortcomings. Using Security as an example, this can indicate some gaps in fine-grained access controls of
administrative entitlements. For market reach, it can indicate the global reach of a partner network, but a

rather small number of partners.

Neutral
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Acceptable support for feature areas or acceptable position of the company, but with several requirements
we set for these areas not being met. Using functionality as an example, this can indicate that some of the
major feature areas we are looking for aren’t met, while others are well served. For Market Position, it could
indicate a regional-only presence.

Weak
Below-average capabilities in the product ratings or significant challenges in the company ratings, such as

very small partner ecosystem.

Critical
Major weaknesses in various areas. This rating most commonly applies to company ratings for market

position or financial strength, indicating that vendors are very small and have a very low number of
customers.

Inclusion and exclusion of vendors

KuppingerCole tries to include all vendors within a specific market segment in their Leadership Compass
documents. The scope of the document is global coverage, including vendors which are only active in
regional markets such as Germany, Russia, or the US.

However, there might be vendors which don’t appear in a Leadership Compass document due to various
reasons:

¢ Limited market visibility: There might be vendors and products which are not on our radar yet, despite
our continuous market research and work with advisory customers. This usually is a clear indicator of a

lack in Market Leadership.

* Declined to participate: Vendors might decide to not participate in our evaluation and refuse to
become part of the Leadership Compass document. KuppingerCole tends to include their products
anyway if sufficient information for evaluation is available, thus providing a comprehensive overview of
leaders in the market segment.

* Lack of information supply: Products of vendors which don't provide the information we have

requested for the Leadership Compass document will not appear in the document unless we have

access to sufficient information from other sources.

¢ Borderline classification: Some products might have only small overlap with the market segment we
are analyzing. In these cases, we might decide not to include the product in that KuppingerCole

Leadership Compass.

The target is providing a comprehensive view of the products in a market segment. KuppingerCole will
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provide regular updates on their Leadership Compass documents.

We provide a quick overview about vendors not covered and their offerings in chapter Vendors and Market
Segments to watch. In that chapter, we also look at some other interesting offerings around the market and
in related market segments.
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Copyright

©2022 KuppingerCole Analysts AG all rights reserved. Reproduction and distribution of this publication in
any form is forbidden unless prior written permission. All conclusions, recommendations and predictions in
this document represent KuppingerCole's initial view. Through gathering more information and performing
deep analysis, positions presented in this document will be subject to refinements or even major changes.
KuppingerCole disclaim all warranties as to the completeness, accuracy and/or adequacy of this
information. Even if KuppingerCole research documents may discuss legal issues related to information
security and technology, KuppingerCole do not provide any legal services or advice and its publications
shall not be used as such. KuppingerCole shall have no liability for errors or inadequacies in the information
contained in this document. Any opinion expressed may be subject to change without notice. All product and
company names are trademarks™ or registered® trademarks of their respective holders. Use of them does
not imply any affiliation with or endorsement by them.

KuppingerCole Analysts support IT professionals with outstanding expertise in defining IT strategies and
in relevant decision-making processes. As a leading analyst company, KuppingerCole provides first-hand
vendor-neutral information. Our services allow you to feel comfortable and secure in taking decisions
essential to your business.

KuppingerCole, founded in 2004, is a global, independent analyst organization headquartered in Europe.
We specialize in providing vendor-neutral advice, expertise, thought leadership, and practical relevance in
Cybersecurity, Digital Identity & IAM (ldentity and Access Management), Cloud Risk and Security, and
Artificial Intelligence, as well as for all technologies fostering Digital Transformation. We support companies,
corporate users, integrators and software manufacturers in meeting both tactical and strategic challenges
and make better decisions for the success of their business. Maintaining a balance between immediate
implementation and long-term viability is at the heart of our philosophy.

For further information, please contact clients@kuppingercole.com.
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